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Points of Interests
The JOL Chapter meets the second Thurs-
day of each month, 5:30 pm -7:00 pm, Ma-
rine Federal Credit Union (MFCU), 4180
Western Blvd. Extension (rear entrance).

Your input is welcome. Please send
comments, suggestions, news items, and
articles to: info@IAAP-JOL.org

JOL Chapter welcomes all administrative
professionals to Chapter meetings

July 2007
Thursday, July 12, 2007, JOL Chapter
Meeting, Business/Transition Meeting
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July 2007
Volume 4, Issue 6
Alana Daniels, Editor
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TO
NORMA BAIN CPS/CAP
AND MIRIAM APPLETON CPS

Norma earned the Certified Administrative Professional (CAP) Caettiibic and
Miriam earned the Certified Professional Secretary (CPS) {€atidn through
IAAP. Norma and Miriam are the first participants to sit for the
Exam at the new testing location here in Jacksonville at Coastal Carolina
Community College.

Professional certification shows employers, clients and associatgsthate
committed as a professional. Find out how you can obtain the CPS/CAP
certification at www.lIAAP-HQ.org

Reminder: Register Now for the
2007 IAAP International
Convention & Education Forum
Event dates:July 29-August 1, 2007

Location: Tampa Convention Center,
Tampa FL

AAP Gonvenbinn Begisiration Malesuals

If you haven't al-
ready registered for

the 2007 IAAP

International

Convention, you L=y _

won't want to miss [ R
. ' - A S -

this event, IAAP's SR E—

largest training and SRS
networkingevent of SRR m
the year. |

A biweekly compendium of hot news and

Oﬁice €XPRESS tips for administrative professionals

Free File Conversion

Wouldn't it be a great world if everyone used the same programs? If you neve
had to try and open a WordPerfect file from five years ago with the latest ve
sion of Word? Or if everyone could send you the exact image type you neede
for a presentation?

Unfortunately, the wired world doesn't work that way, but there is help.
Zamzar.contan convert virtually any file format to another file format with no
work on your part outside of uploading the file you need converted-- for free!



It 5 not enowgh just to talk about oubstanding
oustomer service. [t is how management
demonstrates the mportance and sets the tone

for it that determines whether a company's oulbure
15 truly customer-driven. In other words,
management must walk: s tall. Setting the tone
mans truly valuing exoelence n customer Service.

fern Tt Cloaity Chatiorriae Sarvace

bn Tarmrrma, 5011504 Shdlimth Pubioatcns,

Submitted by Cynthia Burley

It's All in the Attitude

We're not born with a good attitude. We're also not born with
negative attitude. How our attitude develops takes time and effort.
As a matter of fact, for most of us, our attitude is now a habit tRat
we've developed over the years.

So how does a person go about building the right attitude? Tr
thinking positively. When you think your day will be good, the
way you go about your day will be positive. When you don't thjhk From the JOL Fam”y

your day will be good, the way you go about your day will be )
negative. The way we think about ourselves and others has a iefi- To Your Fami |y
nite impact on the way people interact with us. If you want to

have more positive outcomes, develop a more positive attitudg.

In addition to simply thinking more positively, try some of thes We say THANKS
techniques:
and
Create an "I can!" file. Fill it with copies of certificates, di- _SAI—UTE every
plomas, letters of recognition, thank you notes--all of those thifigs Service Person and Veteran

that affirm your skills, abilities and accomplishments.

Invest in your attitude improvement by reading books, list
ing to audio programs or attending seminars on topics that co
tribute to your overall personal growth.

; JOL Welcomes New Member

Share your thoughts. Try keeping a journal or perhaps se
regular talks with a friend who can help you along the journey
What you do will depend on who you are and what brings out
positive in you. The point is--take a different tack!

e Pam Mclntosh

What about those days when the negatives seem to be outwe|
ing the positives? That's easy--follow the path of least resista
In other words, take the time to put things into perspective. A
cept the things you can't change and change the things you ¢
You can make a change to your personal attitude as well as t
way you respond to your customers, co-workers and supervis

Whatever you do, choose an attitude that magnifies the positi
and reduces the negatives. If you do, you will find that your c
tomer interactions will change. They'll become more positive
so will you!
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Stress: Not an Isolated Issue

Stress rarely happens in isolation or to one individual
(although it may feel that way!). When someone begins to get
stressed there will be a ripple effect spreading out from him
or her. Those closest feel the effect first. Whether it is the
person at the top who cascades the problems down and
through the organization, a line-manager struggling to cope
with his job (especially when promoted into it) or a person
with loads of pressures in her non-work life — he or she is
contagious! The spread will be insidious if nothing is done
about it. It becomes a vicious spiral and creates more work
for those still there to do it.

Internal and External Pressures

How many of you recog- We all have pressures bearing in on us from all sides, possi-
nise this scenario? Your manager is promoted to a more ply from our family, our friends, our colleagues — and our-
senior role and experiences demands from all sides. He (h&selves! Juggling time and attention across these is a difficult
could just as easily be a she) becomes increasingly tired, challenge! What make these pressures worse can be your ow
works long hours and spends less time with his family. His expectations of yourself and what you believe you should be
overall energy drops, anxiety levels increases, sleep is dis- doing. This could be concerned with demonstrating how ca-
rupted and concentration and focus diminished. He no long@able and professional you are in your role. It could be be-
takes time to exercise, finds himself snatching meals of dubtause you feel you should be giving your family or friends
ous quality and keeps himself going with constant fixes of more of your time and attention.
coffee and Red Bull. Apart from the impact on him, what do
you think are the effects on his family and the people who A consequence of this could be that you start to feel the pres-
work for and with him? sure mounting and begin to react to things differently. Maybe
you become less patient with some colleagues, the depart-
Imagine what it is like working for him. How supportive is hement that misses the deadline, or the people in your team wh
as a manager? How clear is his direction and communicatiafY not communicate in the right way for you. If you are not
Is he just seeing the errors and problems? Is his team and e@lreful you may be the originator of the “virus” and before
leagues starting to feel stressed because of his behavior? |ong it is spreading to those you interact with and they start to
act in a stressed way!
What about someone working in a customer-facing role, who
has had trouble getting to work, has pressures at home, ang\ify does it matter? Stress is likely to lead to problems
experiencing a sudden increase in customer complaints angyithin the business. These will effect the bottom-line, directly
problems? The pressure gets to her and she starts to becogindirectly. The most obvious impact can be loss of busi-
irritable with Colleagues, and then with customers. What W”hess, maybe through poor service or poor qua”ty. Your costs
that do to the colleagues and the business? The colleaguescertainly rise, whether because of lower productivity or hav-
may be understanding for a ing to correct or rework mistakes. Then there is the “human
while, but the longer it goes on the greater the risk that theycost” of low morale, probably leading to absences (eventually
catch the disease! Communication and team support disapiong-term) and resignations. This results in an increasing staf
pear and morale goes down. Suppose it gets worse and outurnover, with all the ensuing costs and pitfalls.
person feels they cannot face it and so take some time off.
Now who bears the brunt of this? Oh, and what happens witktress accounts for around forty percent of long-term ab-
the customers? sences — and can reduce performance by up to seventy per-
cent! If it leads to a high staff turnover this compounds the
What would it be like to visit this workplace? Imagine what sjtuation, disrupting the business, increasing costs (direct anc
you would see, hear and feel. indirect) and reducing profitability. It is estimated that over
270,000 people are absent from work every day due to stress
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dress stress early on, preventing it becoming a problem. This
Wi{l reduce the chances of it spreading. If you can identify
s?)ecific areas, or individuals, where stress seems to occur
frequently, consider how you can “quarantine” them!

related issues! One in five report feeling extremely stressgd
work. That's five million people!

If you are an employer or a manager you need to pay attg ook at your organization, and yourself if necessary, and
tion to what is happening in your workplace regarding strsshink about what you can do to vaccinate against stress.

_It affect_s you, your people and performance. Stress is No®aR 4, do not want it becoming an epidemic — it is bad for
iliness; it is a state and can be managed or changed. HoWe¥lsiness. Make time to avoid pressure turning to stress for
not doing so can result in someone becoming ill. you personally and you will be in a better position to look
at those around you and spot the early warning signs and
Health and Safety support the people who may be in danger of becoming the
stress spreaders to stop them at source.

Theother reason for paying attention to this is that there i
legislation around it. There is the duty of care and respon
bility attached to managers as part of the Health and Safe
legislation. This means undertaking risk assessments, cr¢
a positive environment and managing work activity to red
stress qnd pressure at work. You can use thes_e questio ®hen things are building up ask yourself:
get an immediate sense of where you are meeting HSE dfite- e o
ria and where issues may occur for your business: The cil-- What will this look like in a year when we look back

ture of your organization: How does it approach work- on it? (Or three years or six months.) How important
related stress? will it seem then?

. To keep yourself in the right state to avoid becoming
"stressed or a stress spreader, learn to be reasonable with
Yyourself and others. Keep things in perspective and set
i@glistic standards and expectations for yourself.

yéi\[Vhat will be the worst that might happen if | don't...?
?j% What am | gaining by always thinking | have to be
“Superman” or “Superwoman”? How often do |
manage it?

Demands on people, such as workload and exposure to
cal hazards: Is work sensibly scheduled so that the workl
levels are right? Control over their work and the way the
it: How much say do staff have? Relationships: How do ybu
deal with issues such as bullying or harassment? (Remergber
up to one in five
report they have
been bullied at
work.) Organiza-
tional change:
How is it man-
aged and commu-
nicated?

Stress can be contagious, and when it is the negative form
of stress it spreads quickly and no one enjoys it or benefits.
Prevent it with your attitudes and behavior towards yourself
and others.

QUOTE OF THE MONTH

Understanding of
role: Do individu-

als understand their role in the organization? Does the orfani- ) )
zation ensure that individuals do not have conflicting role§ or “Many persons have a wrong idea of what constitutes

challenges? (Is there a clear definition of roles?) true happiness. Itis not attained through
self-gratification but through fidelity to

Support and training from peers and line managers for a worthy purpose.”

the person to be able to do the core functions of the job:

Do you cater for individual needs and differences? Helen Keller (1880-1968)

How well would your workplace score? Which areas
could do with some attention?

Remember, prevention is usually preferable to cure in mat BCOs5rFss P —
things. Pay attention to these factors and you can start togad- N
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Officers 2007 - 2008

President
Debra Forney
City of Jacksonville

Vice-President
Norma Bain CPS
Jones-Onslow Electric Membership Corporation

Treasurer
Donna J. West
Department of Juvenile Justice

Secretary
Alana Daniels
Chief Administrative Officer/Owner
Creative Resources, The Virtual Admin Office, LLC®

Committee Chairpersons

CPS®/CAP® Service and Education
Norma Bain CPS
Jones-Onslow Electric Membership Corporation

Media/Newsletter/Website
Alana Daniels
Creative Resources, The Virtual Admin Office, LLC

Program
Cynthia Burley
AdminSupport ®
Administrative Support & Consultation
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Meets Second Thursday Each Month
Marine Federal Credit Union
4180 Western Blvd., Extension (Rear Entrance)
Jacksonville, NC

5:30 pm — 5:45 pm (networking)
5:45 pm — 7:00 pm (education/Chapter business)

Benefits of attending include

Tips and techniques to apply immediately

Increased credibility

Get an edge on others

Stay on top of your profession

Become visible to others

Networking with other administrative professionals in our area

What you will learn

How membership in IAAP® can enhance your career

How others in your profession deal with work stresses

Resources to assist in continuing education

What CPS and CAP stand for and what attaining this distinction can do for
you

Future activities to develop and sustain the JOL Chapter

How to join this professional organization

Who may attend

All administrative staff including:
Administrative Assistants
Customer Service Representatives
Technical Support Personnel
Financial Systems Support Staff
Business Educators and Students
Data Entry Specialists
A newly relocated member
A member at large
Anyone who just wants to know what the association is all about

If you would like to join us at our next meeting, please contact the Membership
Committee by e-mail at membership@iaap-jol.org or call (910) 353-0986.

A JOL chapter member will gladly contact you with more information and
welcome you to your first meeting.

Certify Your Credibility
Future CPS®/CAP® Exam

Exam Dates  Application Deadline

11/2-3/07
5/2-3/08
11/7-8/08

8/15/07
2/15/08
08/15/08

Part 4 of the CAP exam is administered on Friday after-
noon, Parts 1-3 of the CPS and CAP exams are adminis-
tered on Saturday.

www.iaap-hg.org
www.iaap-nc.org
www.iaap-jol.org
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